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Standard Operating Procedure 
Conflict Resolution Hierarchy 


Subject: Conflict Resolution Hierarchy for Medical Shelter Sites 


Introduction 


The purpose of this Standard Operating Procedure (SOP) is to provide guidance to 
Medical Shelter Site Management on conflict resolution for staff at Medical Shelter 
sites. 


. Overview 


Each department will need to manage its responsibilities with professionalism. At 
times of high activity and crisis, some lines can get blurred or foggy. This procedure 
is designed to clarify the process for resolution across departments. 


Each department relies on the others and the facility requires each department to 
function together as a whole for the safety of all involved. 


When a conflict arises, assess the situation, taking in all available accounts. 


. Conflicts Between Departments 


Arrange an opportunity to discuss the accounts of what has led to the conflict. 
Determine what compromises can be reached or what clarity can be established. 


If conflict is regarding patient care, Clinical will hold the final decision for the patient 
but should value the expertise of case management and site management regarding 
options for resolution. 


Very seldom will a decision be made unilaterally. The nature of the program is led by 
Clinical but requires collaboration across all departments. 


Example: /f a patient is refusing to leave when they are ready for discharge, Case 
Management cannot evict them from the room without consulting with Clinical for the 
wellbeing of the patient and with Site Management for the options the facility may 
employ to deescalate the situation, utilizing a harm reduction approach. 


e Departmental Relationships 
See below charts for realms each department oversees and should be consulted 
Primary Organizations — 


on. 
Primary Organizations — 
Client Facing Support 


Secondary Organizations — Support 
¢ Contractors Administers All Contracts 
e Short Term, Renewable Contracts 


Provider Registries 


4. Conflicts with Patients 
e Employ Trauma Informed Care when dealing with any patients. 
e Consult DMH if any behavioral or substance abuse issues towards staff arise. 


e Ensure facility has Codes ready should any behavior escalate to anything 
dangerous. 


